
Resale Issues (cant.)
(Delay and Its Effects)

• Pacific Bell currently provides an excessive three week
standard service delivery interval for business services and
complex services because of the huge Pacific Bell order
backlog. Even emergency expedite intervals are lengthy,
awkward and have seriously negative consequences to both
the CLC and end-users including loss of service and related
lost revenues and additional expense.

Documentation: Tab 12 - experience gained at
the expense of Globe Trotter Travel.

Non-Compliant with Checklist Item 14,
47 U.S.C. § 271 (c)(2)(B)(xiv).

• Pacific Bell's poor ass and L1SC service cause CLC end-user
customers to form a poor image of CLCs when reselling
Pacific Bell loops.

Documentation: Tab 13 - Statements of William
Harrelson, counsel for MCI, and William Ettinger,
counsel for AT&T, in IECs' complaint case
against Pacific Bell explaining why IECs are no
longer promoting resold services. AT&T Notice
of Ex Parte Communication with CPUC, CPUC
Case Numbers 96-12-026, 96-12-044,
97-02-021. ICG employees report they are
abandoning resale as a customer strategy.
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I I

1 that y largely, we agree tpat that is the way the matter
I,

2 is'!)es:t: presented; to ha# rebuttal presented
,

3 separately. However, we r~ve out-of-town witnesses and

statement?

4

5

6

7

8

9

1.0

11

'12

13

14

lS

16

17

fa

19

20

21

22

23

-24

25

26

·27

28

they're going to present Roth their direct and rebuttal

at the same time, if thatl'is all right with you.

ALJ WALKER: That' s ~atisfactory.
! I

That is all ri~~t with you,
: I

Mr. Kolto-Wininger?

MR. KOLTO-WININGER: 1 'That's fine.
I,

ALJ WALKER: Do the ~arties wish to make opening

state-lots before we calli our first witness?

Mr. Harrelson, 11id you plan an opening

I
STATEMENT ~F MR. HAR&BL.SON

MR. 1I.ARRELSON: Jusd Ivery briefly. I appreciate
I;

that Commissioner Knight'~ in the room; the personal
, I

intex~t you're showing ip the case.
I I

We are presentildg evidence today that, from
), \

!If. .

MCI's perspective it's ov~rwhelming evidence, that for,

the two years past since I~acific Bell first began to
i

plan 'for the ordering pr~cess to support local services
Iresale in California, ve~ little progress has been made
, ,, ,

in terms of what it is C~ECS and consumers need for

resale provisioning to w9=k in california.

And those fail~~es don't JUSt relate to
I'

comglex systems that hav~to be worked out through

indUEtTY standard rules. : Those failures pertain to,

simple things like manag~~g a staff, like having a

PUBLIC UTILITIES COMM]SSION. STATE OP CALIPORNIA
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1 realistic forecast, like 'cooperating in terms of Sharing

2 infOrmation that's essential to the preordering process
I

3 and the ordering process;1 i a system in place which
I

4 sys~tically causes lo~s of dial tone, causes loss of

5 41i'di..-rectory listings, ~rid very recently as the
I

6 testimony reflects, and ] think a very real concern,

7 loss of at least one 911 !listing.
I

8 So I think I j~~t want to emphasize the
I

9

11

12

13

14

16

18

19

20

21

22

23

-24

25

26

importance of this matte~. It is fundamental to the
I

legislatively-declared p~~icy in this state that
i 1

cons <&ers should have chcHce and they should have choice
II

in terms of quality serv~aes from multiple providers.
I

And so long as !tihe state of affairs we
I I

presently find ourselves lin sustains itself, continues,

that l~giSlativelY-declaJ~dpolicy is being denied.
I

That's the California Legislature, not to mention u.s.
I'

Congcess who's basically lalso imposed on Pacific Bell an

ob1i~tion to support lo~al services resale.
I

And the compla~rtt really goes fundamentally to

tha public's interest in Icompetitive choice and
I
I

funnamentally to protect~ng the consumers' interest in
I·

that legislatively-decla~edright.
I'

It- is so bad, your Honor, that frankly, the
. I
i
I.

evidence will show that ~~I and AT&T simply ceased
I.

selling their residentia] local service products.

We ea.tmot any longer affqtd to suffer the harm to our
i

busin9SS reputation whic~ the current state of affairs
i

28 has brought upon us. An4 we need this fixed as soon as

PUBLIC UTILITIES COMJISSION, STATE OF CALIFORNIA
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1 ..ALJ WALKER: The cO~~laint. alleges several

2 violations of FCC regulations.

3 Did you want the Commission to rule on whether

4 Pacific Bell has violated FCC regulations, and if so by

5 w~ authority would we do so?

6
I

MR. HARRELSON: Judge, could you give me a specific

7 reference, or can you -~ 1 ' m sorry; I don't have a --

11 CO~iDt.

ALJ WALKER: Good. '1'hank you.

- - - I

docament telling me whicti counts areonow moot and are no

longer being pursued by ~dI?

But let me ask '"\lOU, Mr. Harrelson, rather than
14. 1

i, .
continue this, could you ,or MS. Lee go through your

co~nt and tomorrow 0,;1 the next day give me a

12

13

14

15

16

17

18

MR. HARRELSON:
;

{
Yes.; .

I
:

19 Mr. Ettinger, dfd you wish to make an opening

20 statement?

21

22

,
STATBMim OF ME. ETTINGER

:1 \

i 'MR. ETTINGER: Thank! you, your Honor. I' 11 try not,
:

23 to repeat anything Mr. H~rrelson said.

24 It's not my indention with the opening

25 stat"elaent to summarize oUi~ testimony. You have that,

26 Lobel j eve; certainly you'tVe read that. What I want to

27 do -±'sT@emphasize the ~rtance of this case.

28 What we're dea~~n9 with here is a situation

. .. ...-- - - ......_~- -l- .......;.._~ ....J

PUBLIC UTILITIES CO~]SSION, STATE OF CALIFORNIA
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~

2

3

4

5

6

7

8

9

,meEe.tQe California CO~SSion on its own, through its

~~lings and through dalifornia statutes, mandated
! ~

loca~ competition and maddated effective interfaces
I

between Pacific and the ~ompetitive local carriers and
, I

created legal obligationa on the part of Pacific to

facilitate that local ex~hange competition.

1 ~on't think ~here·s any question that that's

the'~cy of this state,] jand it was the policy of this

state even before the Te~ecommunicationsAct was passed

10

1.1

, .

to have local competitio~ in this state because it was

felt by the Commission ad~er appropriate hearings and
,

considering arguments thc4~ that - - such competition was

truly in the:best intereJt of the consumers of this

for

have

state.

have

Having made t~d decision, having placed
i

certain obligations on tHe part of Pacific Bell to
I

effective interfaces wittithe competitive carriers

the resale of local serv~Ge so that we can at least

16

13

14

15

17

18

12

19 the beginnings of local dompetition, Pacific was

20 onJigated un~er Californ~a law, statute, and Commission

21

22

23

211

25

26

27

28

rules to live up to that.j

The complaint ~J AT&T as well as the other

c~)ajnts and the inte~~ntions allege gross failures

on·'n1e-part of Pacific B41l, failures which in toto

amOunt to a complete -- ~virtually complete restriction

of Local exch.. ange compet~~ion in this state.

. Very few numbe~~ of orders are dribbling

through the process, and !dhat/s what this complaint is

- - - - _·_~-------~------+-I--------------------'
PUBLIC UTILITIES C~~SSION, STATE OF CALIFORNIA
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2

3

4

5

6

7

8

9

10

11

12

,

And unless thi~ :Commission orders Pacific Bell
~ j

to take certain affirmat~,(e steps to release that

bottleneck, to release t~at constriction, we will not

ha~local exchange comp~:ition in this state and the

lusers·will be the cons~ers of this state.

And I would on~y ~- to contrast, if we don't

think there truly is a cd~striction in this case, ~hat
II -

Pacific can do on the ondihand for inter· and intraLATA
-

PIC changes on behalf of :its soon-to-he operational
,

affiljate PBCOM on the od~er hand what it can do for its

ccm~titive CLCs.
I

13 I think it's c~~ar, and I don't think Pacific
I

14 even. centests the fact t~~t it's going to be able to

more competitive.

15

16

17

18

19

20

21

22

23

24

25

26

27

28

hanare something like 80~o 120,000 PIC change orders

per day when PBCOM gets ~~to operation.
i

If PBCOM is su~cessful in its marketing

eff~ in convincing cU$~omers because of the price or

the quality of its servicie to shift away from AT&T, MCl, '

and Sprint or any other darriers and go to PBCOM for
I
I

interLATA service, PBCOM I~s not going to have any more
, I
, I

than ehe normal two- to d,~ree·day period to get those

customers switched over ~d that competition in the

in~LATA market will -- !which is already vibrant -­

will continue, and as PB~M suggests, perhaps become

i

But in the IOC~4 exchange market, ~e have the

situation where competitilJn is just being totally shut
I
I

-. .. ... ..........._---------.-----~'!-',--------~------------"
PUBLIC UTILITIES CO~~SSION~. STATE OF CALIFORNIA
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,

1 dGWn~ that only severa~ hundred orders a day can be
!

2 put't:fr:rough the process. And even as to those orders,

3 there's 'grave concerns atiout whether those orders are

4 being put through correcd:y in the sense of customers

5 bein~ disconnected, custQ~ers losing features they

6 requested, customers not loeing properly listed in the. ,

7 411 database and even - - 1:1 think I read in an Mel
i :

8 rebuteal testimony -- a dJstamer not correctly listed in

9 the B-911 database. I
I

10 So what we hav~:is a total -- almost complete
I •

11 restriction of local exc~ge competition, which is

12 cotttrary to the Obligatidris that Pacific had under

13 California law and Commi~sion rules.

15

Thank you.

ALJ WALKER: Mr .

I

!
I

Et~~nger
I

~ MR. ETTINGER: Yes, I~ir.,

1 7 ~J WALKER: - - do tl:ie workshops going on address
I I

18 some bf the technical pr~lems that confront the parties

19 here?

__. E'rI'INGBR:
!
I'

Ther~ are workshops dealing with

21

22

23

24

25

26

I

long--t-em solutions, yes,) your Honor.

ALJ WALKER: Are thJ~e ongoing now, or' have they

come to a close?

l'JR. ETTINGER: I've ;just been told by Mr. Chang who
i .

was working at those worklS,hops that those have just

COPlf)s+.ad.
27

28

'ALJ WALKER:

Mr. Chang?

Have t~y solved all of our problems,
I .
i
i
I
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briefly.

. -MR. CHANG: No, YOUr! iHonor, they have not.

There are many:jhings that are -- areas that

are still open, part of ~hich are dependent on industry
i ;

standards being establisHed from the Ordering and

Billing Forum, the OBF.

ALJ WALKER: Thank mu-
, I

Sprint, Ms. vaoi bieen, did you wish to make an

ope hi ag statement?
I

STATBMBNj:ri OF MS. VAN DIEiN
i

MS. VAN DIBBN: 'I'11aJ:lk! you, your Honor I j~st

,
j

I!
I'd like to -- ~rint supports the comments

d lJ I' .made by Mcr an AT&T and ~ould 1ke to re1terate those,

and emphasize for the CO~iSSion the importance of these

comp~ints to the develo~ent of local competition in

And it's just c~~tical that the Commission

add2ess the root cause Of! these problems so that

campetieion can develop.

Thank you. I
I

. ALJ WALKER: Thank
)1 ;

Ms. Van Oieen .Yf:'
Before

l ,

Bell,I get to: Pac are there opening

PUBLIC UTILITIES CO SSION, STATE OF CALIFORNIA
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Ii

C.M.12-4N4

C.9'7-12-021

)
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)
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)
)
)
)

I
, I

:

i.

i .

\ i

c.......·.t(.
:
I ', I
I·,

• orCaIifor.Dd, IDe.

V.
PKitk Bell (UlIR C)

NlWTcIco. L.Pi,.. SpriDt
TdecoJma......-V.tare (U S552 C)
...Spa iat 'J I I -iIl-r...
c......,,..L.P..(tTSIU C)

c..pJJdat~

i
I

. NanCE orEXPAl~COMMUNlCAnON
I,

~ 110... 1.4(~af1be~H- ofPmclil:eOllllPmredun:, AT&T

CommuniQticms af'QIfUmia. Inc. (U SOO2 C) (ftAtclTj heIcbyPes DOticc oftbe fo11owlac
exptI11e ammmadc.iioa: , .

The QRijlfuriclticm was taftiatecI by AT&T, ... toot pJKe cIuriDg a meetiDg with

JOOC ......... C=rinicn...CuaIaa.S~j~IUIL... MlQ'13.I997••SOSV..N..

- AftIJUI, 8In .'1IICia:o,CtdUi_.. Otba'~ \ !iDducIed Rick WidIcriDgtGa. AT&T

Ga~m"llient AfJiiIiS-VIie PresHcut IDd RaDdoJpIa~ AT&T Ocuenl Attumey.
. - I

During tile ma fili.... Mr.W'~~ <XD:erII 0WlI' P8dfic Bell'spi-. to

impJemaal its "flowrbrouIh" uppde to the~..OIl May 31, 1991. He aplaiQcd_

-
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I :

I

as zecondy alllfaadUt. 1997, P,a:ilIc bid......~T.aT111II die.....-.Id IllllIII&ocl .
I . I

emtiDg NOM spl ·'s.was fat: die CLCs. Howe#', on April 23, Padftc propoII(l DeW

RMIINDM speci&:ltiOus that\I~ requite AT&t110 make sipjfiqut c:Iwft&cs to its symms.
: I

AT&T was in1brmecl by PlCificdlat fiaaliml~ couldbe~ by May 15.

Mr. W"ttberiD&ton stated that~MIry 31~tiOD ispJmmed by PICific Bell was

~ 1ISCiBg-6ataddi~ time wouldbe~ for AT&T to aDIlya the specificlD".

aDd then impI.-.tbeueces., oodilll chImges ~'it5 systems. He WIIDCCI tbat bnpIemcmrion of
I

the modified~ Oii Mq 3] would lCtiously~.......AT&Ts ability to procea.w loc:a1
I •

savice ~1IIomea" Olden. aud that AT&T had~ tim Padfic iJnpIcaDt die flowlin.GIl
I

May 31 in a 'IIIImCI' that would~ tAiiSJ08- to AT.JtT .. pnwioudy c:ommiur:d. WriUm

documentation repdiDg the 1IJ9atc was provided~Mr. rllllCDCZ. (Sec: aUllchmelit5, coafidclllial. .
i

infomaationexcbaded]
,

To obtain;~ ofthis nOtice. pIcue c:oat8tt
DcnUaIJca
AT&T Cnmmmiclticm

i

m FoJiomS~ Room 28S
SID ftaDcis:o, CA 94101
(415)4C-298S.
(4lS}442-23S7(F~

I

DspedfadIY-suliDallt!d.

., IS. 199'1 '

I
I
I •

I

I I
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3/18

4J23

5/1

5/9

}p.,.~me~ :Af& .tbat ~It~er~ Ire no.~. Jo t.~.·~.Jlruerlm ,,*tf~.rtI:
~nMl. ~ (~DM) "piJ, ,'frqm. CLC .' .e:we·~h.fWolllcf~ult'frO",""
51~1· as "flew throu It'tefease (Stankey let to CdIkIr)

P8Clfic BeIJ provides AT&T 8 128 page lei of speclftcaIfonslor.ttItt ND~IRMI
interface ·'ftow through" relede on 5131thit Includ." oorMroua changes thet
require changes by CLCs to their system.s (ap.ic Exchange RMt Preparation Guide)

AT&T informs Pacific that ttle unilateral cha Paclic has PfOPosed will
IIgnifIcsntly Impact1he orders that ...movl over the InterfaPe,. that they are
unacceptable, and that Pacific m.make th uflow through-I~ent~ '0 __

___d_.transparent to ATa; I . . in::wrltlng.--My- .
"muirbiilOiiilYigreecI; Per Attachment 11. Appendix C of our Agreement. (Hedg­

Peth letter to Bauman)

AT&T reiterates to Paclffc that the propoeed ching. Pac1ftc propose. to Implement
on 5/31 will render the Interface Inoperable without mejor changes by AT&T; that
AT&T was not given 8ufficfent time to madify ita lyatemS, especially given that the
proposed changes witt not be f~n.llzeduntl5l15. AT&T" Paclic to make aU
chang81 to lmp1ement "flow through" tnlnepetent conllatenc with prior oommibnente.
AT&T infonna Pacific It will need 3 .....ka 8ftIIr epees finalized to determine the time
needed to change Itl system.. (Colier letter to Corby)
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• A1.T ~a$An,~y b.el1 forceq t() f1alt ai" OOfl.~mt
marketing for locfll,service due to ~acific's sevrtre
capacity contraints

• AT&T's ability to process orders over the interface
will be virtually nonexistent for several months if "flow

.__ _ through" upgradej~~~-p~-b-y- --Pacific ....--.. -----.- -
- AU business customer orders will reject
- All neY/ service and move orders will reject
- All disconnect orders, migration wI disconnect win reject
- All orders wi nontraditional addresses (e.g., no # or name)

will reject
- All handicap. remote access to calf forwarding. and toll

blocking feature orders will reject
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requiring Pacific to implement ~ow through"
only" upgrade on· 5/31 in a manner that is
transparent t6 CLCs as previously agreed ~

.• If Pacific is nolableJclmeetlha5J31-_H--
-deaClil'le,-require PaCific-tomalnlaln-current

system until it can reach agreement on final
specifications and provides necessary lead
time for 'all parties to implement and test the
changes
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Resale Service Issues (cant.)

• Pacific Bell has frequent resale service policy and points of contact
changes which are confusing and misleading, cause service provisioning
and installation delays, and are sometimes unfair and unnecessary.

Documentation: Tab 7 - Copy of electronic mail from Justin
Chris-Tensen, ICG, Director, Resale Local Service Center,
Sacramento, California.

Documentation: Tab 8 - Copy of electronic mail from Maryanne
Chagnon, ICG, Manager, Resale Local Service Center,
Sacramento, California.
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Holdridge, Bruce ____ .

From:
ent:

ro:
Subject:

Forward.txt

KramerA [KramerA@dsmo.com)
Monday, January 26, 19987:10 PM
Holdridge, Bruce
FW: Pacific Bell Practices

Pacific Bell is more frequently (sometimes daily, see below) changing
the rules under which companies interface and conduct general daily
business. Bruce

> -Original Message----
> From: Chris-Tensen, Justin/SLS-SAC
> Sent: Monday, December 15, 199710:12 AM
> To: Holdridge, Bruce; Odenthal, LauraiSLS-SAC
> Cc: Chagnon, Maryanne/LSC Manager; Hollak, Joe/LSC-SAC
> Subject: RE: Pacific Bell Practices
>
> This concerns me greatly. Please keep me in the loop... also, let me
> know if you need for me to intervene with PB since I still have a few
> contacts over there.
>
> Jc-t
>
> -----
> From: Odenthal, Laura/SLS-SAC
> Sent: Friday, December 12, 19976:55 AM
> To: Holdridge, Bruce

Cc: Chagnon, Maryanne/LSC Manager; Hollak, Joe/LSC-SAC; Chris-Tensen,
.> Justin/SLS-SAC
> Subject: FW: Pacific Bell Practices
>
> Bruce,
>
> As of Monday we have no more contact at PB as Tony J. has moved
> on....Now we are rapidly finding that the rules seem to be changing
> rapidly.
>
> This is an FYI.
>
> Laura
>
> -----
> From: Hollak, Joe/LSC-SAC
> Sent: Thursday, December 11, 19972:04 PM
> To: Odenthal, Laura/SLS-SAC
> Subject: Pacific Bell Practices
>
>
>
> Hi Laura
>
> Well yesterday Pacific Bell changed the way that we can order CSR's
> .. .for some time we just FAX over a request and listed the BTN and
> that was that. Now we have to copy the LOA and the company name and
> then list the BTN's, I found this out by getting a reject, no warning
> or anything on some BTN's that I had ordered.
>
> Well, today is another day, so we have another change...sent an order

in yesterday and today it was rejected, so I called the L1SC to find
> out what the BAN is/was. They (PT&T) checked c;lround and a manager
> said yes it is now required, the BAN for the North IS 273-596-0043 and
> the BAN for the South is 373-596-0043. This can' be found in the L10
> section 4.1.1 Item 27 so they say.

1



>
> It would be nice if they would give us a heads up as it would save
> both their company and ours some unnecessary time and effort. Alas,
> guess it is learn the changes as we go.
.."

Just a heads up for you and letting you know what is going on ...PT&T
> is making changes.
>
>
>
> Thanks
> Joe Hollak 916-362-9849

2



Resale Service Issues (cont.)

• Pacific Bell has frequent resale service policy and points of contact
changes which are confusing and misleading, cause service provisioning
and installation delays, and are sometimes unfair and unnecessary.

Documentation: Tab 7 - Copy of electronic mail from Justin
Chris-Tensen, ICG, Director, Resale Local Service Center,
Sacramento, California.

Documentation: Tab 8 - Copy of electronic mail from Maryanne
Chagnon, ICG, Manager, Resale Local Service Center,
Sacramento, California.
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Holdridge, Bruce

From:
ent:

To:
Subject:

Bruce,

Chagnon, Maryanne/LSC Manager
Tuesday, December 23,19972:09 PM
Holdridge, Bruce
PACIFIC BELL Anti-Competitive

PacBell is now insisting we have an LOA with our CSR requests. This issue was at legal for MCI last year and they
stopped requesting the LOA.

Can we check into this again?

Thanks.

Maryanne

1



Holdridge, Bruce

From:
:ent:

To:
Cc:
Subject:

Bruce,

Chagnon, Maryanne/LSC Manager
Tuesday, December 23, 19972:35 PM
Holdridge, Bruce
Odenthal, Laura/SLS-SAC
RE: PACIFIC BELL Anti-Competitive

We don't have an issue with it except, while at MCI if we did not put the right customer name on the LOA we would get
a reject. This started a major deal and finally PacBell ok'd that they would issue csr's with just the BTN.

For example if we have an LOA with the name: Lydia's Nails and Hair
and this customer has her BTN under U Lydia's Beauty Supply"
PacBell would reject the order even though the BTN is correct.

This went to Legal at MCI and PacBell stopped requesting LOA'S.

We are supplying the LOA at this time, but I thought this was a moot issue.

If you have any questions I know Laura Odenthal is aware of this, but please call
me at 916361 0553.

Maryanne

From: Holdridge, Bruce
Sent: Tuesday, December 23, 1997 12:25 PM
To: Chagnon, Maryanne/LSC Manager
SUbject: RE: PACIFIC BELL Anti-Competitive

Maryanne, I'm not sure I understand the issue. If ICG has a LOA to switch the customer from
Pacific Bell to ICG, why should ICG be hesitant to disclose the document? Am I not getting
something here? Give me more background information.
Thanks, Bruce

--Original Message-
From: Chagnon, MaryanneJLSC Manager
Sent: Tuesday, December 23,19972:09 PM
To: Holdridge,Bruce
Subject: PACIFIC BELL Anti-Competitive

Bruce,

PacBeli is now insisting we have an LOA with our CSR requests. This issue was at legal for MCI last year and
they stopped requesting the LOA.

Can we check into this again?

Thanks.

Maryanne
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Number Portability Issues

• Pacific Bell, with extreme frequency, incorrectly implements Directed
Number Call Forward (DNCF) when converting resale business line
customers from Pacific Bell service to ICG service. Pacific Bell
consistently disconnects the customers old telephone number long before
implementing the new ICG telephone number thus leaving the customer
without telephone service; or, Pacific Bell implements the wrong new
phone number on number change announcements.

Documentation: Tab 9 - Copy of electronic mail from Darlene
Dudics, ICG, Customer Service Manager, Irvine, California.

Customers: Chen International
Travers Realty
International Marine
Legal Reprographics

Documentation: Tab 10 - Copy of electronic mail from Jim
Haynes and Ann Cowan, ICG, Southern California.

Customers: Burnham Institute
Audio, Video & Computers
Legal Reprographics

• Pacific Bell has a policy and is unwilling to provide number retention when
changing customers from Centrex service to business line local exchange
service. There is no technical reason for this policy. .

Documentation: Tab 11 - Customer letter from State of
California, Franchise Tax Board.
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Holdridge, Bruce

From:
ent:

To:
SUbject:

Dudics, Darlene
Monday, January 19, 199810:26 AM
Holdridge, Bruce; Oolman, Brad
OUT OF SERVICE CUSTOMERS

Hello Bruce! It's been awhile since we've talked, but I thought it was time to get you involved.

We have had over the last 4 weeks, customers taken down by Pacific Bell in error with reference to our DNCF
orders. The following are the scenarios:

1. Chen International
PON#128932,
128932-1 through 10

DNCF placed with Due Date of 1-29-98
DNCF canceled on 1-14-98, with verbal confirm.
DNCF worked by PB 1-29-98
Restore time 5 hrs. Cust. May Cancel with ICG

Travers Realty
PON# 71020

2.

3.

DNCF placed with Due Date of 1-9-98
DNCF canceled on 12-31-97
DNCF worked by PB 1-9-98
Restore time 4 hrs. Cust. May Cancel with ICG

International Marine DNCF placed with Due Date of 11-18-97 PM
DNCF worked 11-14-97

Restore time 3 hrs.
DNCF worked again 11-18 in AM not PM
Restore time 8 hrs. CUSTOMER CANCELED

PON#79974

(. Legal Reprographics
PON# 28693

DNCF placed with Due Date of 12-5-97
DNCF worked 12-4-97
Restore time - unknown
CUSTOMER CANCELED

This is becoming what feels like routine on our DNCF orders. What I have given you are orders worked by
my team for mostly the LA area. I understand there are many more in the Irvine division. I have may more to
list from LA and can get to you the list of Irvine orders, but will wait for your request ifneeded.

Thought this might wet your appetite. Have fun and hope to speak with you soon. Dar
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Holdridge, Bruce

From:
ent:

To:
SUbject:

Fmward. txt

KramerA [KramerA@dsmo.com)
Monday, January 26,19987:10 PM
Holdridge, Bruce
FW: Pac Bell Bad Practices

More proof of Pacific Bell DNCF problems. Bruce

> ---Original Message--
> From: Haynes, James/SLS-IRV
> Sent: Monday, December 08,19979:30 AM
> To: Holdridge, Bruce
> Cc: Robinson, MikeNP/GM NoCalif; Buntz, JimNP&GM-San Diego
> Subject: FW: Pac Bell Bad Practices
>
> Bruce
> This is an issue that should be taken to the PUC. I don't
> believe this is an accident. On 11/17/97 the same thing happened at
> Burnham Institute (early DNCF putting the customer out of service).
> The customer told us to cancel our order for ICG service. Fortunately
> , We were able to talk Burnham Institute into staying with us. I
> offered Legal Reprographics a $500 dollar credit for his inconvenience
> to stay with us and he declined.
> Jim
> Haynes
>
>----

From: Cowan, Ann/RASC-San Diego
> Sent: Friday, December OS, 199712:56 PM
> To: Haynes, James/SLS-IRV
> Cc: Nezat, Shelli/SlS-San Diego; Cummins, BarbaralIRV-CSC; Rhoads,
> Zenal SD-RASC; Alberson, RickiSLS-San Diego; Barragan,
> Gerardo/DiaITone-SD; Talamantes, Diann\l?R Coord.
> Subject: Pac Bell Bad Practices
>
> Jim,
>
> Thank you for your offer to forward an instance of an early DNCF on to
> Bruce Holdridge to build a case to present to the PUC.
>
> We were given a firm order commit date of 12/5/97 at 5 PM from Pacific
> Bell to perform a call forwarding of current LEC numbers to new ICG
> numbers for our customer Legal Reprographics (Contract #110668). The
> DNCF was worked on 12/4/97 and when the customer attempted to begin
> business this morning anyone attempting to dial his premises would
> receive a message indicating that the number had been disconnected.
> We then worked with Pacific Bell to reverse the call forwardings as
> quickly as possible.
>
> Diane Talamantes in our Repair bureau who first contacted me at 8: 15
> to report the condition stated that this has happened multiple times
> in the recent past and has come to be considered by her group as
> competitor sabotage. Perhaps we can combine our experiences with
> legal Reprographics and Burnham Institute with other cases the Call
> Center/Repair Depot in Irvine has experienced before sending them all
> up to Bruce's attention.
>
.... Regards,

> Ann Cowan
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Holdridge, Bruce

From:
ent:

fo:
Subject:

=
Forward. txt

KramerA [KramerA@dsmo.com]
Monday, January 26, 19987:10 PM
Holdridge, Bruce
FW: Pac Bell Bad Practices

AI, Another example of Pacific Bell misconduct. Bruce

> -Original Message----
> From: Haynes, James/SLS-IRV
> Sent: Thursday, December 11, 1997 4:26 PM
> To: Holdridge, Bruce
> Cc: Buntz, JimNP&GM-San Diego; Robinson, MikeNP/GM NoCalif
> Subject: Pac Bell Bad Practices
>
> Bruce
> I have another example of a PB DNCF cut a day early. This
> happened to Audio Video & Computers about 3 months ago. Once again
> they cut the customer a day early. We had to scramble but we cut the
> customer early and they were only out of service 4 hours. Pac Bell
> sents us a confirmation letter of DNCF dates so they cannot claim that
> they had the wrong date. The recording says this number has been
> disconnected so they are only working half of the order. They did not
> forward the call to ICG. Before they work a disconnect they should be
> required to wait for us to call them and confirm that the cut is a go.
> We would have a number to call. This can be done, because that is
> the way they do it at BC Tel (RBOC) in Canada.

Jim
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